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RE: CC DOCKET NO. 98-67

Dear Madam:

As you know, State and Telecommunications Relay Services (TRS) providers must submit annual
consumer complaint log summaries with the Federal Communications Commission on or before July 2,
2001.

Attached is the annual complaint log for June 2000 - May 2001 (Attachment # I) for the State of Colorado
as well as a summary (Attachment # 2) and four copies, as requested.

If I can be of further assistance to you, please do not hesitate to contact me via TDD 303 894 2512 or
EMAIL Joe.Benedetto@Dora.State.Co.Us.

Kindest regards.

Sincerely,

~1;~
Joe Benedetto
State Relay Administrator
Colorado Public Utilities Commission

Attachment # I: Complaint Log Summary, June I, 2000 - May 31, 2001
Attachment # 2: Summary of Complaints, June 1,2000 - May 31,2001
Attachment # 3: Diskette of Attachments #1 and #2

Copy: Jenifer Simpson, Disabilities Rights Office, FCC
Also forwarded: Attachments #1, #2, and #3

No. of~_ recld~fr__"
1580 logan Street, Office level 2, Denver, Colorado 80203, 303.894-~

www.cJora.state.co.us/puc
Permit and Insurance (Outside Denver) 1-800-888-01 70

TTY Users 1-800-659-2656 (Relay Colorado)

Consumer Affairs 303-894-2070

Consumer Affairs (Outside Denver) 1-800-456-0858
Hearing Informationn303-894-2025

Transportation Fax: 303-894-2071

Fax: 303-894-2065



=¢~'Sprint Relay Colorado
June 2000 - May 2001

ATTACHMENT # 1

#00 Answer Wait Time 0 0 0 0 0 0 0 1 0 0 0 0
#01 Dial Out Time 0 0 0 0 0 0 0 0 0 0 0 1
#02 Didn't Follow Database Inst. 0 0 0 0 0 0 0 0 0 0 2 1
#03 Didn't Follow Cust. Instruct. 3 2 2 0 0 9 4 2 7 2 0 1
#04 DidnfKeepCustomer Informed 2 2 4 3 1 3 3 2 3 1 3 4
#05 Agent Disconnected Caller 1 2 1 4 2 1 1 1 2 2 2 1
#06 Poor Spelling

- ..._-

0 0 1 0 1 1 0 0 0 0 1 0
#07 TypingSpeed/Accuracy 2 0 1 1 0 0 0 4 0 0 0 0
#08 Poor vOice Tone --- 0 0 0 0 0 0 0 1 1 0 0 1
#09 Everything Relayed 3 0 1 1 1 1 1 0 0 0 0 0
#10 HCOProcedures Not-Followed 0 0 0 0 0 0 0 0 0 0 0 0
#11 VeO Procedures-NofFoliowed 1 2 2 2 1 3 0 0 0 0 1 0
#12 Two-Line VCO Procedure Not F 0 0 0 0 0 0 0 0 0 0 0 0
#13 Backg-round Noise-Not Typed 0 0 0 0 0 0 0 0 0 0 0 0
#14 Feelings Not Described 0 0 0 0 0 0 0 0 0 0 0 0
~~~_ Re3or~ing Fe~ture Not Used 0 0 0 0 0 0 0 0 0 0 0 0
#16 Noise in Center ---- 0 0 0 0 0 0 0 0 0 0 0 0
ii17 AgentWaSRude 1 2 1 0 1 2 1 1 0 1 1 1
#18- ProblemAnswerMachlne--- 6 3 1 1 1 1 0 0 1 1 0 0
#19 SpanishService ------ 0 0 0 0 0 0 0 0 0 0 0 0
#20 Speelch to-Speech-- 0 0 0 0 0 0 0 0 0 0 0 0
#21- Other Problem Type Complaint 4 4 3 2 1 3 3 4 3 1 0 2

#22 LOst tsrancling 1 0 0 0 4 1 1
#23 Charged forLocal Call 0 0 0 0 0 0 0
#24- Trouble Linking Up - 0 0 0 0 0 2 0

#25 LilleDisconnected - --- -- 0 1 0 0 0 1 0 I ... I v I v I v I v ~
#26 Garbled Message----- - 1 0 1 0 1 12 ft I ~ I ft I ft I ft7"

#27 Database Not Availabie--~-- 0 0 0 0 1 0 0
#28 Split Screen---- ---- 0 0 0 0 0 0 0

#29 OtherTechnical Type-Corn-plaint 1 0 0 3 0 1 1
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::"-¢-Sprint

#30 Rates
#31 OSD
---------
#32 No 900 Number-_.._- ------- --~-_.~--

#33 Carrier of Choice
-_._--~-_._--- ------

#34 Network Recording

#35 Other

Relay Colorado
June 2000 - May 2001

Page 2
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Attachment # 2

Summary Log for June 1,2000 - May 31, 2001
Colorado Relay

For the period of June 1, 2000 through May 31, 2001, Sprint processed more than 1,074,347
outbound calls on behalf of Colorado Relay, receiving a total of two hundred nineteen (.02%)
customer complaints. All two hundred nineteen complaints were filed with supervisors at one of
the eleven Sprint TRS centers. All of these complaints were resolved in a timely fashion. None
of these two hundred nineteen complaints were escalated for action to the State of Colorado or to
the Federal Communications Commission.



A.....IJ •:.. ~prmt Relay Colorado
June 2000 - May 2001

ATTACHMENT # 1 (C(0)[Plf
#00 Answer Wait Time 0 0 0 0 0 0 0 1 0 0 0 0
#01 Dial Out Time 0 0 0 0 0 0 0 a 0 0 0 1
#02 Didn't Follow Database Inst. 0 0 0 0 0 0 0 0 0 0 2 1
#03 Didn't Follow Cust. Instruct. 3 2 2 0 0 9 4 2 7 2 0 1
#04 Didn't Keep Customer Informed

-

3 2 3 1 3 42 2 4 3 1 3
#05 Ag-ent-Olsconnected Caller 1 2 1 4 2 1 1 1 2 2 2 1
#06 PoorSpeliing.------ . 0 0 1 0 1 1 0 0 0 0 1 0
#07 Typing Speed/Accuracy'

- ~._.-

0 0 0 4 0 0 0 02 0 1 1
#08 PoorVoice-Tone -----..

0 0 0 0 0 0 0 1 1 a 0 1
#09 Everything Relayed 3 0 1 1 1 1 1 0 a a 0 a
#10 HCOProcedu",:es NotFollowed a 0 0 0 a a a a a a 0 a
#11 v60 ProceduresNotFoliowed 1 2 2 2 1 3 a 0 a a 1 a
#12 Two-Line VCO Procedure Not F a 0 a a a 0 a a a a 0 a
#13 Background Noise Not Typed a a a a a 0 a a a a a 0
#14 Feeling-s-Not Descrlbtl(j a a a a a 0 a a a a a a
#15 RecordingFeaturE;-'~'ot Used a a a a a a 0 a a a a a
#16 Noise in Center--

------~-_._.-

0 a a a a aa a a a a a
#17 Agent-Was Rucle 1 2 1 0 1 2 1 1 a 1 1 1
#18 Problem-Answer-Mach-ine 6 3 1 1 1 1 0 a 1 1 0 0
#19 S-panish service- a a a a a a a 0 a a 0 0
#20 Speechto Speech

---~

a 0 a a a 0 a0 a a a a
-#21 Other Problem Type Complaint 4 4 3 2 1 3 3 4 3 1 a 2

#22

#23
--_.. -------- ._-----

#24 Trouble Linking Up--- .---~-- --------

#25 Line Disconnected
-- ----- .._----
#26 Garbled Message
._- ---
#27 Database Not Available
-- ----_. -----
#28 Split Screen
---- - --- --~.- - ---~--

#29 Other Technical Type Compla int

Page 1



(C0)[P1fATTACHMENT # 1Relay Colorado
June 2000 - May 2001

u~_~uu_~ 0 I 0 I 0 I 0 I ~ I ~ I ~ I ~ I ~ I ~ I ~ I ~ 1= . 'I

c:¢-Sprint

#30 Rates
#31 OSD

_.,_ .._--_.~--

#32 No 900 Number
~-_. ----._-""._----- --
#33 Carrier of Choice
----" --_.-----_.._- -----".

#34 Network Recording
--~ .. _- - --_.,.-._-

#35 Other

Page 2



A.-s ·
•.'Y fJrmt Relay Colorado ATTACHMENT #1 t (Q)[Plf

June 2000 - May 2001

Jun Jul Aug

•
#00 Answer Wait Time 0 0 0 0 0 0 0 1 0 0 0 0
#01 Dial Out Time 0 0 0 0 0 0 0 0 0 0 0 1
-#02 Dkln'IFollow-Oatabaselnst 0 0 0 0 0 0 0 0 0 0 2 1
#03 Didn't Follow Cust. Instruci 3 2 2 0 0 9 4 2 7 2 0 1

#04 Didn't Keep Customer Informed 2 2 4 3 1 3 3 2 3 1 3 4
#05 AgentDisconnectedCailer 1 2 1 4 2 1 1 1 2 2 2 1
#06 Poor Spelling 0 0 1 0 1 1 0 0 0 0 1 0
#07 Typing Speed/Accuracy 2 0 1 1 0 0 0 4 0 0 0 0
#08 Poor Voice Tone--- 0 0 0 0 0 0 0 1 1 0 0 1

#09 Everything Relayed 3 0 1 1 1 1 1 0 0 0 0 0
#10 HCO Pro-cedures Not Followed 0 0 0 0 0 0 0 0 0 0 0 0
#11 VCOProcedure-sNot Followed 1 2 2 2 1 3 0 0 0 0 1 0
#12 Two-Line VCO Procedure NOt F 0 0 0 0 0 0 0 0 0 0 0 0
#13 B~~~ground Noise Not Typed 0 0 0 0 0 0 0 0 0 0 0 0
#14 Feelings Not Described -- 0 0 0 0 0 0 0 0 0 0 0 0

#15 RecordingFeature Not Used 0 0 0 0 0 0 0 0 0 0 0 0
#16 Noise in Center --~---- 0 0 0 0 0 0 0 0 0 0 0 0

#-17 Agent Was Ru-de-- 1 2 1 0 1 2 1 1 0 1 1 1

#18 Problem Answeri.1achine-- 6 3 1 1 1 1 0 0 1 1 0 0
#19 Spanish Service- 0 0 0 0 0 0 0 0 0 0 0 0
#20 Speech to Speech 0 0 0 0 0 0 0 0 0 0 0 0
#21 Other Problem Type Complaint 4 4 3 2 1 3 3 4 3 1 0 2

#22
#23 _
-- ---- ----
#24 Trouble Linking Up
-~-~ --- ----------
#25 Line Disconnected
#26 Garbled Message
---- ----_.... ~-

#27 Database Not Available
-~-_._..._~_.. --------

#28 _ Split Screen _

#29 Other Technical Type Compla int

Page 1
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#30 Rates
~. -------
#31 OSC
-- - ------- ---~_..-

#32 No 900 Number
---- ._-._--"------ ----
#33 Carrier of Choice
~- ---~_._-_._. --~-----

#34 Network Recording
---- ~-_._- - -

#35 Other

Relay Colorado
June 2000 - May 2001
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;~ pnnt Relay Colorado ATTACHMENT # 1

June 2000 - May 2001

Jun Jul Aug

•
#00 Answer Wait Time 0 0 0 0 0 0 0 1 0 0 0 0
#01 Dial Out Time 0 0 0 0 0 0 0 0 0 0 0 1
#02 Didn't Follow Database Inst. 0 0 0 0 0 0 0 0 0 0 2 1
#03 Didn't Follow Cust. Instruct. 3 2 2 0 0 9 4 2 7 2 0 1
#04 Didn1Keep C-ustomer Informed 2 2 4 3 1 3 3 2 3 1 3 4
#05 Agent Disconnected Caller--- 1 2 1 4 2 1 1 1 2 2 2 1
#06 Po_or Spelling 0 0 1 0 1 1 0 0 0 0 1 0
#07 !¥pin9._~Eled/A:~.uracy 2 0 1 1 0 0 0 4 0 0 0 0
#08 Poor Voice Tone 0 0 0 0 0 0 0 1 1 0 0 1
#09 Everything Relayed 3 0 1 1 1 1 1 0 0 0 0 0
#10 HCCIProeedures Not FOllowed 0 0 0 0 0 0 0 0 0 0 0 0
#11 VC6ProeeduresNot FOllowed 1 2 2 2 1 3 0 0 0 0 1 0
#12 Two-Line veO-ProcedureNot F 0 0 0 0 0 0 0 0 0 0 0 0
#13 Background-NolseNot Typed 0 0 0 0 0 0 0 0 0 0 0 0
#14 ~ElEllings NotDescribed 0 0 0 0 0 0 0 0 0 0 0 0
#15 Re~.c>rdin~~El~ure ~!~S.Eld 0 0 0 0 0 0 0 0 0 0 0 0
#16 Noise in Center 0 0 0 0 0 0 0 0 0 0 0 0----- ---------

#17 Agent Was Rude 1 2 1 0 1 2 1 1 0 1 1 1
~,,---- ----

#18 Problem Answer Machine 6 3 1 1 1 1 0 0 1 1 0 0
#19 Spanlsh-S"ervice------ 0 0 0 0 0 0 0 0 0 0 0 0
#20 SpeechtDSpeech 0 0 0 0 0 0 0 0 0 0 0 0
#21- OtherProbiem TypeCOmpliint 4 4 3 2 1 3 3 4 3 1 0 2

#22 Lost Brandi~ _
#23 Charged for Local Call
- ---- -~---

#24 __ Trouble ~inking Up _
#25 Line Disconnected
--- ----------
#26 GarblEl..d Messa~"__
#27 Database Not Available
--- ----
#28 Split Screen
--- ------ -----
#29 Other Technical Type Complaint

Page 1



:¢-Sprint Relay Colorado
June 2000 - May 2001

ATTACHMENT # 1 (C(Q)f)f

#30 Rates
---._-_ .. -- ---------

#31 OSD
-- -------
#32 No 900 Number
-- --------
#33 Carrier of Choice
----_.- - ----_._------~--_ .._-

#34 Network Recording
#35 Other

Page 2
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• vnn Relay Colorado ATTACHMENT # 1

June 2000 - May 2001

Jun Jut Aug

•
Answer Wait Time 0 0 0 0 0 0 0 1 0 0 0 0
Dial Out Time 0 0 0 0 0 0 0 0 0 0 0 1

#02 Dicin't-Follow Database ,1,51:. 0 0 0 0 0 0 0 0 0 0 2 1
#03 Didn't Follow Cust. Instruct. 3 2 2 0 0 9 4 2 7 2 0 1
#04 Didn't Keep Customer Informed 2 2 4 3 1 3 3 2 3 1 3 4
#05 AgentDisconnected Caiier- --~-,---

1 1 2 2 2 11 2 1 4 2 1
#06 PoorSpelling ---- 0 0 1 0 1 1 0 0 0 0 1 0
#07 Typing Speed/Accuracy· 2 0 1 1 0 0 0 4 0 0 0 0
#08 PoorVOICeTone .......

0 0 0 0 0 0 0 1 1 0 0 1
#09 EverythlngRelayed·. 3 0 1 1 1 1 1 0 0 0 0 0
#10 H-C·OProcedLJresNot Followed 0 0 0 0 0 0 0 0 0 0 0 0
#11 VCOProcedlJresNotF·ollowed 1 2 2 2 1 3 0 0 0 0 1 0
#12 Two-Line VCO ProcedureNolF 0 0 0 0 0 0 0 0 0 0 0 0
#13 Backgr()~~d Noise Not Typed- 0 0 0 0 0 0 0 0 0 0 0 0
#14 Feelings Not Described 0 0 0 0 0 0 0 0 0 0 0 0
#15 Recording Feature Not Used 0 0 0 0 0 0 0 0 0 0 0 0
#16 NolSeirlCenter·-

------
0 0 0 0 0 00 0 0 0 0 0

#17 AgentWas·Rude····-- 1 2 1 0 1 2 1 1 0 1 1 1
#18 Problem Answer Machine 6 3 1 1 1 1 0 0 1 1 0 0
#19 SpanishService---·- 0 0 0 0 0 0 0 0 0 0 0 0
tf.2.0~ ~eech to Speech-- . 0 0 0 0 0 0 0 0 0 0 0 0
#21 Other Problem Type Complaint 4 4 3 2 1 3 3 4 3 1 0 2

Page 1
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Rates

OSD

No 900 Number
~,---- -------

Carrier of Choice
~.-_. --._-_..._-----

Network Recording

Other

Relay Colorado
June 2000 - May 2001

Page 2

ATTACHMENT # 1
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Attachment # 2

Summary Log for June 1,2000 - May 31, 2001
Colorado Relay

For the period of June 1,2000 through May 31,2001, Sprint processed more than 1,074,347
outbound calls on behalf of Colorado Relay, receiving a total of two hundred nineteen (.02%)
customer complaints. All two hundred nineteen complaints were filed with supervisors at one of
the eleven Sprint TRS centers. All of these complaints were resolved in a timely fashion. None
of these two hundred nineteen complaints were escalated for action to the State of Colorado or to
the Federal Communications Commission.



Attachment # 2

Summary Log for June 1, 2000 - May 31, 2001
Colorado Relay

For the period of June 1, 2000 through May 31, 2001, Sprint processed more than 1,074,347
outbound calls on behalf of Colorado Relay, receiving a total of two hundred nineteen (.02%)
customer complaints. All two hundred nineteen complaints were filed with supervisors at one of
the eleven Sprint TRS centers. All of these complaints were resolved in a timely fashion. None
of these two hundred nineteen complaints were escalated for action to the State of Colorado or to
the Federal Communications Commission.



Attachment # 2

Summary Log for June 1,2000 - May 31, 2001
Colorado Relay

For the period of June 1, 2000 through May 31, 2001, Sprint processed more than 1,074,347
outbound calls on behalf of Colorado Relay, receiving a total of two hundred nineteen (.02%)
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Attachment # 2

Summary Log for June 1,2000 - May 31, 2001
Colorado Relay

For the period of June 1, 2000 through May 31, 2001, Sprint processed more than 1,074,347
outbound calls on behalf of Colorado Relay, receiving a total of two hundred nineteen (.02%)
customer complaints. All two hundred nineteen complaints were filed with supervisors at one of
the eleven Sprint TRS centers. All of these complaints were resolved in a timely fashion. None
of these two hundred nineteen complaints were escalated for action to the State of Colorado or to
the Federal Communications Commission.



Attachment A

DOCUMENT OFF-LINE

This page has been substituted for one of the following:

o An oversize page or document (such as a map) which was too large to
be scanned into the ECFS system.

o Microfilm, microform, certain photographs or videotape.

. ..6l0ther materials which, for one reason or another, could not be scanned
into t~ECFS system.

The actual document, page(s) or materials may be reviewed by contacting an
Information Technician at the FCC Reference Information Center, at 445 12th Street,
SW, Washington, DC, Room CY-A257. Please note the applicable docket or
rulemaking number, document type and any other relevant information about the
document in order to ensure speedy retrieval by the Information Technician.

-


